BellSouth
Service Quality Measurements
Georgia Performance Reports

ORDERING

Report/Measurement:

Percent Rejected Service Requests

Definition:

1

to insure the data received is correctly formatted and complete.

Percent Rejected Service Request is the percent of total Local Service Requests (LSRs) received which are rejected due o
error or omission. An LSR is considered valid when it is electronically submitted by the CLEC and passes LEO edit checks

Exclusions:

Service Requests canceled by the CLEC prior to being rejected/clarified.

" Business Rules:

Fully Mechanized: An LSR is considered “rejected” when it is submitted electronically but does not pass LEO edit

in the Mechanized category:
e A Fatal Reject occurs when a CLEC attempts to electronically submit an LSR but required fields are not populated
correctly and the request is returned to the CLEC before it is considered an LSR. Fatal Rejects are included in the
calculation for regional reports only.

pass further edit checks for order accuracy.
‘Partially Mechanized: A valid LSR, which is electronically submitted (via EDI or TAG), but cannot be processed

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized LSRs.

Non Mechanized: An LSR which is faxed or mailed to the LCSC for processing and is “clarified” (rejected) back to the
CLEC by the BST service representative.

LNP: Under Development

checks in the ordering systems (EDI, TAG, LEO, LESOG) and is returned to the CLEC. There are two types of “Rejects”

* An Auto Clarification is 2 valid LSR, which is electronically submitted but rejected from LESOG because it does not

electronically and “falls out” for manual handling. It is then put into “clarification” and (rejected) sent back to the CLEC.

Calculation:

Percent Rejected Service Requests = (1otal Number of Rejected Service Requests) / (Total Number of Service Requests
Received) X 100 during the month.

Report Structure:

¢  Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
e State and Region

¢ CLEC Specific

» CLEC Aggregate

Level of Disaggregation:

e Resale Residence
¢ Resale Business
¢ Resale Specials
e UNE
¢  UNE Loop with NP
e  Other
¢  Trunks

Data Retained Relating to CLEC Experience: Data Retsined Relating to BST Performance:
¢ Report Month * Report Month
¢  Total number of LSRs e Total number of LSRs
e Total number of Rejects e  Total number of Errors
e Total Number of Errors ¢ Adjusted Error Volume
e  State and Region e State and Region

Retail Analog[Benchmark:

Benchmark is under development. Retail Analog also under development

Revision date: 09/13/99 (lg)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

ORDERING

Report/Measurement:

Reject Interval

Definition:

Reject Interval is the average reject time from receipt of an LSR to the distribution of a Reject. An LSR is considered
valid when it is electronically submitted by the CLEC and passes LEO edit checks to insure the data received is
correctly formatted and complete.

Exclusions:

Service Requests canceled by CLEC prior to being rejected/clarified

Business Rules:

e Fully Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in ED or TAG) until the
LSR is rejected (date and time stamp of reject in LEO). Fatal Rejects and Auto Clarifications are considered in the
Fully Mechanized category.

o Partially Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp in EDI or TAG) until it
falls out for manual handling. The stop time on partially mechanized LSRs is when the LCSC Service
Representative clarifies the LSR back to the CLEC via LEO.

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized LSRs.
Non-Mechanized: The elapsed time from receipt of a valid LSR (date and time stamp from FAX stamp) until
notice of the reject is returned to the CLEC via LON.

s  LNP: Under development. -

Calculation:

Reject Interval = Z[(Date and Time of Service Request Rejection) — (Date and Time of Service Request Receipt)} /
(Number of Service Requests Rejected in Reporting Period)

Report Structure:

" e CLEC Specific
o CLEC Aggregate
¢  Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized, Trunks

Level of Disaggregation:

e  Product Reporting Levels
» Interconnection Trunks
Resale — Residence
Resale — Business
Resale - Design
UNE Design
UNE Non- Design
UNE Loop with and w/o NP
s  Geographic Scope
» State, Region and further geographic disaggregation as required by State Commission Order

VVVVVY

e Mechanized: 0-4 minutes, 4-8 minutes, 8-12 minutes, 12-60 minutes, 0-1 hour 1-8 hours, 8-24 hours, >24 hours.
e Non-mechanized: 0-1 hour, 1-4 hours, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours, 20-24 hours >24 hours
e  Average Interval in Days
L4 jrunks:

Data Retained f{elatin! to CLEC Experience: Data Retained Relating to BST Performance:
¢ Report Month * ReportMonth

¢ Reject Interval

*  Total Number of LSRs
e  Total number of Errors
e  State and Region

Reject Interval

Total number of LSRs
Total number of Errors
State and Region

Retail Analog/Benchmark:

Benchmark is under development. Retail Analog aiso under development ﬁ
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BellSouth
Service Quality Measurements
Georgia Performance Reports

ORDERING

Report/Measurement:

Firm Order Confirmation 1imeliness

Definition:

Interval for Return of a Firm Order Confirmation (FOC Interval) is the average response time from receipt of
valid LSR to distribution of a firm order confirmation.
Exclusions:

* Rejected LSRs
¢ Partially Mechanized or Non-Mechanized LSRs received and/or FOCd outside of normal business hours.

| Business Rules:

e Mechanized: The elapsed time from receipt of a valid electronically submitted LSR (date and time stamp
in LENS, EDI, TAG) until the LSR is processed and appropriate service orders are generated in SOCS.

e Partially Mechanized: The elapsed time from receipt of a valid electronicaily submitted LSR which
falls out for manual handling by the LCSC personnel until appropriate service orders are issued by a BST
service representative via Direct Order Entry (DOE) or Service Order Negotiation Generation System
(SONGS) to SOCS.

Total Mechanized: Combination of Fully Mechanized and Partially Mechanized LSRs

¢ Non-Mechanized: The elapsed time from receipt of a valid LSR (fax receive date and time stamp) until
appropriate service orders are issued by BST service representative via Direct Order Entry (DOE) or
Service Order Negotiation Generation System (SONGS) to SOCS.

¢ LNP: Under development.

Calculation:

Firm Order Confirmation Timeliness = Z[(Date and Time of Firm Order Confirmation) — (Date and Time of
Service Request Receipt)] / (Number of Service Requests Confirmed in Reporting Period)
Report Structure:

- o Fully Mechanized, Partially Mechanized, Total Mechanized, Non-Mechanized
e CLEC Specific
o CLEC Aggregate

Level of Disaggregation:

. Product Reporting Levelis
Interconnection Trunks
Resale — Residence
Resale — Business
Resale — Design
UNE Design
UNE Non- Design
UNE Loop with and w/o NP
Trunks
e Geographic Scope
» State, Region and further geographic disaggregation (MSA) as required by State Commission Order
e  Mechanized: 0-15 minutes, 15-30 minutes, 30-45 minutes, 45-60 minutes, 60-90 minutes, 90-120 minutes,
120-240 minutes, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours, 20-24 hours, 24-48 hours, > 48 hours.
¢ Non-mechanized: 0-4 hours, 4-8 hours, 8-12 hours, 12-16 hours, 16-20 hours, 20-24 hours, 24-48 hours, >
48 hours.
Trunks: 0-5 days, 6-8 days, 9-11 days, 12-14 days, 15-17 days, 18-20 days, >20 days
< 10 and > 10 Circuits / Lines
Average Interval in Days

VVVVVVVYVY
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BellSouth
Service Quality Measurements
Georgia Performance Reports

ORDERING - (Firm Order Confirmation Timeliness — Continued)

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
] Report Month *  Report Month
. Interval for FOC ¢ Interval for FOC
. Total number of LSRs e  Total Number of LSRs
. State and Region s State and Region
Retail Analog/Benchmark:
Benchmark is under development. Retail Analog also under development

Revision date: 09/13/99 (Ig)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

ORDERING

Report/Measurement:
Speed of Answer in Ordering Center
Definition: -
Measures the average time a customer is in queue.
“Exclusions:
None
Business Rules:
The clock starts when the appropriate option is selected (i.e. 1 for Resale Consumer, 2 for Resale
Multiline, and 3 for UNE-LNP, etc.) and the call enters the queue for that particular group in the LCSC.
The clock stops when a BST service representative in the LCSC answers the call. The speed of answer is
determined by measuring and accumulating the elapsed time from the entry of a CLEC call into the
BellSouth automatic call distributor (ACD) until the a service representative in BSTs Local Carrier
Service Center (LCSC) answers the CLEC call.
Calculation:
(Total time in seconds to reach the LCSC) / (Total Number of Calls) in the Reporting Period.
Report Structure:
e CLEC Aggregate
e BST Aggregate (Combination of Residence Service Center and Business Service Center data
e under development)
Level of Disaggregation:
o CLEC Aggregate
e BST Aggregate (Combination of Residence Service Center and Business Service Center data

under development)
Data Retained ﬁelatigg to CLEC Experience: Data Retained Relating to BST Performance:
e Mechanized tracking through LCSC e  Mechanized tracking through BST Retail
Automatic Call Distributor center support systems
Retail Analog/Benchmark:

For CLEC, Speed of Answer in Ordering Center (LCSC) is comparable to Speed of Answer in BST
Business Offices.

Revision date: 09/13/99 (lg)
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BeliSouth
Service Quality Measurements

Georgia Performance Reports
PROVISIONING
Report/Measurement:
Mean Held Order Interval & Distribution Intervals
Definition:

When delays occur in completing CLEC orders, the average period that CLEC orders are heid for BST reasons,
| pending a delayed completion, should be no worse for the CLEC when compared to BST delayed orders.

Exclusions:

e Any order canceled by the CLEC will be exciuded from this measurement.
e Order Activities of BST associated with internal or administrative use of local services.
Business Rules:

Mean Held Order Interval: This metric is computed at the close of each report period. The held order interval
is established by first identifying all orders, at the close of the reporting interval, that both have not been reported
as completed in SOCS and have passed the currently committed due date for the order. For each such order, the
number of calendar days between the committed due date and the close of the reporting period is established and
represents the held order interval for that particular order. The held order interval is accumulated by the standard
groupings, unless otherwise noted, and the reason for the order being held. The total number of days accumulated
in a category is then divided by the number of held orders within the same category to produce the mean held
order interval.

CLEC Specific reporting is by type of held order (facilities, equipment, other), total number of orders heid, and
the total and average days.

Held Order Distribution Interval: This measure provides data to report total days held and identifies these in
categories of >15 days and > 90 days. (orders counted in >90 days are also included in >15 days).

Calculation:

Mean Held Order Interval:
I (Reporting Period Close Date — Committed Order Due Date) / (Number of Orders Pending and Past The
Committed Due Date) for all orders pending and past the committed due date.
Held Order Distribution Interval:
(# of Orders Held for 2 90 days) / (Total # of Orders Pending But Not Completed) X 100
(# of Orders Held for 2 15 days) / (Total # of Orders Pending But Not Completed) X 100

Report Structure:

s CLEC Specific
e CLEC Aggregate
* BST Aggregate

Level of Disaggregation:

¢  Circuit breakout < 10, >=10
e Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
e  Geographic Scope
» State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

VVVVVVVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BeliSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING — (Mean Held Order Interval & Distribution Intervals —Continued)

[ Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢ Report Month B e Report Month
¢ CLEC Order Number and PON (PON) e  BST Order Number
¢ Order Submission Date (TICKET_ID) e  Order Submission Date
¢ Committed Due Date (DD). ¢ Committed Due Date
e Service Type(CLASS_SVC_DESC) e Service Type
e Hold Reason e Hold Reason
e Total line/circuit count e Total line/circuit count
e  Geographic Scope »  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Retail Analog/Benchmark:

CLEC Residence Resale / BST Residence Retail
CLEC Business Resale / BST Business Retail
CLEC Design / BST Design

UNEs-Retail Analog (under development at this time)

Interconnection Trunks-CLEC / Interconnection Trunks -BST

Revision date: 10/20/99 (taf)
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BellSoun
Service Quality Measurements

Georgia Performance Reports
PROVISIONING
Report/Measurement:
Average Jeopardy Notice Interval & Percentage of Orders Given Jeopardy Notices
Definition: !

i
i

When BST can determine in advance that a committed due date is in jeopardy, it will provide advance notice to the |
CLEC. i

Exclusions:

e Any order canceled by the CLEC will be excluded from this measurement
o  Orders held for CLEC end user reasons
e Orders submitted to BST through non-mechanized methods

Business Rules:

When BST can determine in advance that a committed due date is in jeopardy it will provide advance notice to the
CLEC. The number of committed orders in a report period is the number of orders that have a due date in the

reporting period.

_; Calculation:

Average Jeopardy Interval =z [ (Date and Time of Scheduled Due Date on Service Order) - (Date and Time of

Jeopardy Notice))/[Number of Orders Notified of Jeopardy in Reporting Period).

Percent of Orders Given Jeapardy Notice = £ [ (Number of Orders Given Jeopardy Notices in Reporting Period) /
- (Number of Orders Committed (due) in Reporting Period)

Report Structure:

e CLEC Specific
e CLEC Aggregate
e BST Aggregate

Level of Disaggregation:

e  Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
e  Geographic Scope
» State, Region, and further geographic disaggregation (MSA) as required by State Commission Order

A2 4

VVVVVVYVYVY

*Further disaggregations available on PMAP for CLEC specific reports.

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e  Report Month ¢ Report Month
e  CLEC Order Number and PON e  BST Order Number
e Date and Time Jeopardy Notice sent e Date and Time Jeopardy Notice sent
¢ Committed Due Date ¢ Committed Due Date
e  Service Type ¢  Service type
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
Retail Analog/Benchmark:
Retail Analog
Revision date: 10/20/99 (taf)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement:
| Percent Missed Installation Appointments
Definition:
" “Percent missed installation appointments” monitors the reliability of BST commitments with respect to
committed due dates to assure that CLECs can reliably quote expected due dates to their retail customer as
compared to BST.
 Exclusions:
e Canceled Service Orders
s  Order Activities of BST or the CLEC associated with internal or administrative use of local services
(Record Orders, Test Orders, etc.)
s Disconnect (D) & From (F) orders
Business Rules:
Percent Missed Installation Appointments is the percentage of total orders processed for which BST is unable to
complete the service orders on the committed due dates. Missed Appointments caused by end-user reasons will
be included and reported separately. A business day is any time period within the same date frame, which
means there cannot be a cutoff time for commitments as certain types of orders are requested to be worked after
standard business hours. Also, during Daylight Savings Time, field technicians are scheduled until 9PM in
.some areas and the customer is offered a greater range of intervals from which to select.
Calculation: - j
Percent Missed Installation Appointments = £ (Number of Orders Not Complete by Committed Due Date in
Reporting Period) / (Number of Orders Completed in Reporting Period) X 100
Report Structure: T
e CLEC Specific
e CLEC Aggregate
e BST Aggregate

Report explanation: The difference between End User MA and Total MA is the result of BST caused misses.
Here, Total MA is the total % of orders missed either by BST or CLEC end user. The End User MA represents
the percentage of orders missed by the CLEC or their end user.
Level of Disaggregation:

s Reported in categories of <10 lines/circuits; > 10 lines/circuits

e Dispatch/No Dispatch

e Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
¢  Geographic Scope

» State, Region, and further geographic disaggregation (MSA) as required by State Commission Order

VYVVVVVVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING - (Percent Missed Installation Appointments — Continued)

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience |
o ReportMonth e Report Month f
e CLEC Order Number and PON (PON) o  BST Order Number
¢ Committed Due Date (DD) e  Committed Due Date (DD)
e Completion Date (CMPLTN DD) e Completion Date (CMPLTN DD)
e  Status Type e  Status Type
e Status Notice Date e  Status Notice Date
¢  Standard Order Activity ¢  Standard Order Activity
e  Geographic Scope s  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Retail Analog/Benchmark:

CLEC Residence Resale / BST Residence Retail
CLEC Business Resale / BST Business Retail

Interconnection Trunks-CLEC / Interconnection Trunks -BST

UNEs-Retail Analog (under development at this time)

Revision date: 10/20/99 (taf)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement :

Average Completion Interval (OCI) & Order Completion Interval Distribution

Definition:

The “average completion interval’” measure monitors the interval of time it takes BST to provide service
for the CLEC or its’ own customers. The “Order Completion Interval Distribution” provides the

percentage of orders completed within certain time periods.

Exclusions:

e Canceled Service Orders

¢ Order Activities of BST or the CLEC associated with internal or administrative use of local

services
(Record Orders, Test Orders, etc.)

¢ D (Disconnect) and F (From) orders. (From is disconnect side of a move order when the customer

moves to a new address).

e “L” Appointment coded orders (where the customer has requested a later than offered interval)

Business Rules:

The actual completion interval is determined for each order processed during the reporting period. The
completion interval is the elapsed time from when BST issues a FOC or SOCS date time stamp receipt
~of an order from the CLEC to BST’s actual order completion date. The clock starts when a valid order
number is assigned by SOCS and stops when the technician or system completes the order in SOCS.
Elapsed time for each order is accumulated for each reporting dimension. The accumuiated time for
each reporting dimension is then divided by the associated total number of orders completed.

The interval breakout for UNE and Design is: 0-5 = 0-4.99, 5-10 = 5-9.99, 10-15 = 10-14.99, 15-20 =
15-19.99 20-25 = 20-24.99, 25-30 = 25-29.99, >=30 = 30 and greater.

Calculation :

Average Completion Interval:

Z [ (Completion Date & Time) - (Order Issue Date & Time) ]/ £ (Count of Orders Completed in

Reporting period)
Order Completion Interval Distribution:

Z (Service Orders Completed in “X" days) / (Total Service Orders Completed in Reporting Period)

X 100

Report Structure:

s CLEC Specific
e CLEC Aggregate
e BST Aggregate
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING -

(Average Completion Interval (OCI) & Order Completion Interval Distribution — Continued)

Level of Disaggregation:

ISDN Orders inciuded in Non Design - GA Only
Dispatch/No Dispatch categories applicable to all levels except trunks.
Residence & Business reported in day intervals = 0,1,2,3,4, 5, 5+
UNE and Design reported in day intervals = 0-5, 5-10, 10-15, 15-20, 20-25, 25-30, >=30
All Levels are reported <10 line/circuits; >=10 line/circuits
Product Reporting Levels®
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
Geographic Scope
» State, Region, and further geographic disaggregation (MSA) as required by State

VVVVVVVYVYYVY

Commission Order

*Further disaggregations available on PMAP for CLEC specific reports.

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e ReportMonth e Report Month
s CLEC Company Name e BST Order Number
e Order Number (PON) e Order Submission Date & Time
¢  Submission Date & Time (TICKET_ID) ¢  Order Completion Date & Time
¢ Completion Date (CMPLTN_DT) e  Service Type
e Service Type (CLASS_SVC_DESC) e  Geographic Scope
¢ Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.

Retaﬁin_a_lgg/ienchmark

CLEC Residence Resale / BST Residence Retail

CLEC Business Resale / BST Business Retail

CLEC Non-UNE Design / BST Design

Interconnection Trunks-CLEC / Interconnection Trunks-BST
UNEs-Retail Analog (under development at this time)

Revision date: 10/20/99 (taf)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement:
Average Completion Notice Interval
Definition:
The Completion Notice Interval is the elapsed time between the BST reported completion of work and the
issuance of a valid completion notice to the CLEC. '
Exclusions:
¢ Non-mechanized Orders
e Cancelled Service Orders
e  Order Activities of BST associated with internal or administrative use of local services
e D& F orders
Business Rules:
Measurement of interval of completion date and time by a field technician on dispatched orders, and SPM
start time on the due date for non-dispatched orders; to the release of a notice to the CLEC/BST of the
completion status. The field technician notifies the CLEC the work was complete and then he enters the
completion time stamp information in his computer. This information switches through to the SOCS systems
either completing the order or rejecting the order to the Work Management Center (WMC). If the completion
is rejected, it is manually corrected and then completed by the WMC. The notice is returned on each
“individual order submitted and as the notice is sent electronically, it can only be switched to those orders that
were submitted by the CLEC electronically. The start time is the completion stamp either by the field
technician or the 5SPM due date stamp; the end time is the time stamp the notice was released to the
CLEC/BST system.
Calculation:
Z (Date and Time of Notice of Completion) — (Date and Time of Work Completion) / (Number of Orders
Completed in Reporting Period)
‘Report Structure: T
e CLEC Specific
¢ CLEC Aggregate
| o BST Aggregate
Level of Disaggregation:
e Reporting intervals in Hours: 0-1, 1-2, 2-4, 4-8, 8-12, 12-24, > 24, plus Overall Average Hour Interval
e Reported in categories of <10 line/circuits; >= 10 line/circuits
¢ Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
e Geographic Scope
» State, Region, and further geographic disaggregation (MSA) as required by State Commission Order

VVVVVVVVVYVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BeliSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING — (Average Completion Notice Interval — Continued)

Data Retained Relating to CLEC Experience

Data Retained Relating to BST Experience

Report Month

CLEC Order Number

Work Completion Date

Work Completion Time

Completion Notice Availability Date
Completion Notice Availability Time
Service Type

Activity Type

Geographic Scope

NOTE: Code in parentheses is the corresponding

Report Month

BST Order Number

Work Completion Date

Work Completion Time

Compietion Notice Availability Date
Completion Notice Availability Time
Service Type

Activity Type

Geographic Scope

NOTE: Code in parentheses is the corresponding

headerﬁound in the raw data file. header found in the raw data file.
Retail Analog/Benchmark:
Retail Anachg
Revision date 10/20/99 (taf)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement:

Coordinated Customer Conversions

Definition:

This category measures the average time it takes BST to disconnect an unbundled loop from the BST
switch and cross connect it to a CLEC’s equipment. This measurement applies to service orders with and
without INP, and where the CLEC has requested BST to provide a coordinated cutover.

Exclusions:

e  Any order canceled by the CLEC will be excluded from this measurement.
e Delays due to CLEC following disconnection of the unbundled loop
¢ Unbundled Loops where there is no existing subscriber loop.

Business Rules:

Where the service order includes INP, the interval includes the total time for the cutover including the
transiation time to place the line back in service on the ported line. The interval is calculated for the entire
cutover time for the service order and then divided by items worked in that time to give the average per
item interval for each service order.

Caliculation:

Z [(Completion Date and Time for Cross Connection of an Unbundled Loop)- (Disconnection Date and
- Time of an Unbundled Loop)] / Total Number of Unbundled Loop Items for the reporting period.

Report Structure:

e CLEC Specific
o CLEC Aggregate

Level of Disaggregation:

e Reported in intervals <=5 minutes; >5,< =15 minutes; >15 minutes, plus Overall Average interval
¢  Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
¢ Geographic Scope ‘
» State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

VVVVVVYVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BellSouth

Service Quality Measurements
Georgia Performance Reports

PROVISIONING - (Coordinated Customer Conversions — Continued)

Data Retained Relating to CLEC Experience

Data Retained Relating to BST Experience

NOTE: Code in parentheses is the corresponding

Report Month *
CLEC Order Number

Committed Due Date (DD)

Service Type (CLASS_SVC_DESC)
Cutover Start Time

Cutover Completion time

Portability start and completion times
(NP orders)

Total Items

header found in the raw data file.

No BST Analog Exists

Retail Analog/Benchmark:

There is no retail analog for this measurement because it measures cutting loops to the CLEC.

Benchmark currently under development

Revision date: 10/20/99 (1af)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement:

% Provisioning Troubles within 30 days of Service Order Activity

Definition:

Percent Provisioning Troubles within 30 days of Installation measures the quality and accuracy of
installation activities.
Exclusions:

e Canceled Service Orders

e  Order Activities of BST or the CLEC associated with intemal or administrative use of local services
(R Orders, Test Orders, etc.)

e D &F orders

Business Rules:

Measures the quality and accuracy of completed orders. The first trouble report from a service order after
completion is counted in this measure. Subsequent trouble reports are measured in Repeat Report Rate.
Reports are calculated searching in the prior report period for completed service orders and following 30
days after completion for a trouble report.

D & F orders are excluded as there is no subsequent activity following a disconnect.

Calculation:

-% Provisioning Troubles within 30 days of Service Order Activity = £ (Trouble reports on all completed
orders < 30 days following service order(s) completion) / (All Service Orders completed in the report
calendar month) X 100

Report Structure:

s CLEC Specific

s CLEC Aggregate

e+ BST Aggregate
Level of Disaggregation:

e Reported in categories of <10 line/circuits; > 10 line/circuits
e Dispatch / No Dispatch
. Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
e  Geographic Scope
> State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

VVVVVVVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BeliSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING - (% Provisioning Troubles within 30 days of Service Order Activity - Continued)

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢  Report Month ¢  Report Month
e CLEC Order Number and PON e BST Order Number
¢  Order Submission Date(TICKET_ID) e  Order Submission Date
¢  Order Submission Time (TICKET_ID) e  Order Submission Time
e  Status Type e Status Type
e Status Notice Date e  Status Notice Date
e Standard Order Activity e  Standard Order Activity
¢  Geographic Scope ¢  Geographic Scope

NOTE: Code in parentheses is the corresponding

header found in the raw data file.
[ Retail Analog/Benchmark:

CLEC Residence Resale / BST Residence Retail
CLEC Business Resale / BST Business Retail
CLEC Design / BST Design

Interconnection Trunks-CLEC / Interconnection Trunks ~BST

_UNEs-Retail Analog (Under Development at this time)

Revision date: 10/20/99 (taf)
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Qelllouth
Service Quality Measurements

Georgia Performance Reports
PROVISIONING
Report/Measurement : .
Total Service Order Cycle Time (TSOCT) (under development 4Q99)
Definition:

This is a new measurement under development to measure the total service order cycle time from receipt
of a valid service order request to the completion of the service order.

Exclusions:

¢ Canceled Service Orders
¢ Order Activities of BST or the CLEC associated with internal or administrative use of local services
(Record Orders, Test Orders, etc.)
e D (Disconnect) and F (From) orders. (From is disconnect side of a move order when the customer
moves to a new address).
e “L” Appointment coded orders (where the customer has requested a later than offered interval)

"Business Rules:

The interval is determined for each order processed during the reporting period. This measurement
combines two reports: FOC (Firm Order Confirmation) with Average Order Completion Interval.
This interval starts with the receipt of a valid service order request and stops when the technician or
system completes the order in SOCS. Elapsed time for each order is accumulated for each reporting
dimension. The accumulated time for each reporting dimension is then divided by the associated total

number of orders completed

Calculation :

Total Service Order Cycle Time
(under development)

"Report Structure:

¢ CLEC Specific
o CLEC Aggregate
o BST Aggregate

Level of Disaggregation:

ISDN Orders included in Non Design - GA Only

Dispatch/No Dispatch categories applicable to all levels except trunks.

Intervals under development

Product Reporting Levels*

Interconnection Trunks

POTS-Residence

POTS-Business

Design

UNE Design

UNE Non-Design

Switching (Under development)

Local Transport (Under development)

Combos (Under development)

NP (Under development as separate category)

e  Geographic Scope

> State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

VVVVVVYVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING

Report/Measurement:

Service Order Accuracy
Definition:

The “service order accuracy™ measurement measures the accuracy and completeness of BST service
orders by comparing what was ordered and what was completed.

Exclusions:

o Cancelled Service Orders
o  Order Activities of BST associated with internal or administrative use of local services
e D & Forders

Business Rules:

A manual sampling of service orders, completed during a monthly reporting period, is compared to the
original account profile and the order that the CLEC sent to BST. An order is “completed without error”
if all service attributes and account detail changes (as determined by comparing the original order)
completely and accurately reflect the activity specified on the original order and any supplemental CLEC
order.

Calculation:

Percent Service Order Accuracy = ¥ (Orders Completed without Error) / 3, (Orders Completed in
Reporting Period) x 100

Report Structure:

s CLEC Aggregate

Level of Disaggregation:

¢ Reported in categories of <10 line/circuits; > = 10 line/circuits
¢ Dispatch / No Dispatch
¢ Product Reporting Levels*
Interconnection Trunks
POTS-Residence
POTS-Business
Design
UNE Design
UNE Non-Design
Switching (Under development)
Local Transport (Under development)
Combos (Under development)
NP (Under development as separate category)
*  Geographic Scope
> State, Region, and further geographic disaggregation (MSA) as required by
State Commission Order

VVVVVVVVVY

*Further disaggregations available on PMAP for CLEC specific reports.
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BellSouth
Service Quality Measurements
Georgia Performance Reports

PROVISIONING - (Service Order Accuracy — Continued)

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month ¢ Being investigated at this time
e CLEC Order Number and PON
e Local Service Request (LSR)
¢  Order Submission Date
e  Committed Due Date
e  Service Type
e  Standard Order Activity
NOTE: Code in parentheses is the corresponding
header found in the raw data file,
Retail Analog/Benchmark:

{Under Investigation)

Revision date: 10/20/99 (taf)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:

Missed Repair Appointments

Definition:

| The percent of trouble reports not cleared by the committed date and time.
Exclusions:

¢ Trouble tickets canceled at the CLEC request.

e BST trouble reports associated with intenal or administrative service.

e Customer Provided Equipment (CPE) troubles or CLEC Equipment Trouble.
Business Rules:

The negotiated commitment date and time is established when the repair report is received. The cleared
time is the date and time that BST personnel clear the troubie and closes the trouble report in his Computer
Access Terminal (CAT) or workstation. If this is after the Commitment time, the report is flagged as a
“Missed Commitment” or a missed repair appointment. When the data for this measure is collected for
BST and a CLEC, it can be used to compare the percentage of the time repair appointments are missed due
to BST reasons. Note: Appointment intervals vary with force availability in the POTS environment.
Specials and Trunk intervals are standard interval appointments of no greater than 24 hours.

Calculation:

- Percentage of Missed Repair Appointments =Z (Count of Customer Troubles Not Cleared by the
Quoted Commitment Date and Time) / Z (Total Trouble reports closed in Reporting Period) X 100
Report Structure:

e CLEC Specific
¢ CLEC Aggregate
s BST Aggregate
Level of Disaggregation:
|~ ISDN Troubles included in Non-Design - GA ONLY
. Product Reporting Levels
POTS - Residence, Business
Design
PBX, CENTREX and ISDN
UNE 2 Wire Loop (Design and Non — Design)
UNE Loop Other (Design and Non Design)
UNE Other (Design and Non — Design)
Switching, Local Transport and Combos (under development)
Local Interconnection Trunks
s Dispatch/No Dispatch categories applicable to all product levels
e  Geographic Scope
» State, Region and further geographic disaggregation as required by State Commission Order
(e.g. Metropolitan Service Area - MSA)

VVVVVVVYY
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BellSouth
Service Quality Measurements

: Georgia Performance Reports
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢  Report Month e Report Month
e CLEC Company Name o BST Company Code
e  Submission Date & Time ( TICKET_ID) e  Submission Date & Time
¢  Completion Date (CMPLTN_DT) e Completion Date
e  Service Type (CLASS_SVC_DESC) e Service Type
¢ Disposition and Cause (CAUSE_CD & e Disposition and Cause (Non-Design /

CAUSE_DESC) Non-Special Only)

e  Geographic Scope e Trouble Code (Design and Trunking Services)
e  Geographic Scope
NOTE: Code in parentheses is the corresponding
header found in the raw data file.
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BellSouth
Service Quality Measurements
Georgia Performance Reports

N\
MAINTENANCE & REPAIR - (Missed Repair Appointments — Continued)

[ Retail Analog/Benchmark

CLEC Residence-Resale / BST Residence-Retail

CLEC Business-Resale / BST Business-Retail

CLEC Design-Resale / BST Design-Retail

CLEC PBX, Centrex, and ISDN Resale/ BST PBX. Centrex, and ISDN Retail
CLEC Trunking-Resale / BST Trunking-Retail

UNEs - Retail Analog (under development at this time.)

Revision date: 06/09/99 (see)
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BeliSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:
Customer Trouble Report Rate
Definition;
Initial and repeated customer direct or referred troubles reported within a calendar month per 100 lines/ circuits in
service.
"Exclusions:
e Trouble tickets canceled at the CLEC request.
e BST trouble reports associated with administrative service.
o Customer provided Equipment (CPE) troubles or CLEC equipment troubles.
Business Rules:
Customer Trouble Report Rate is computed by accumulating the number of maintenance initial and repeated
trouble reports during the reporting period. The resulting number of trouble reports are divided by the total
“number of service™ lines, ports or combination of existing for the CLEC’s and BST respectively at the end of the
report month.
Calculation:
Customer Trouble Report Rate = (Count of Initial and Repeated Trouble Reports in the Current
Period) / (Number of Service Access Lines in service at End of the Report Period) X 100
Report Structure:
e CLEC Specific
e CLEC Aggregate
o BST Aggregate
Level of Disaggregation:
ISDN Troubles included in Non Design — GA Only
¢ Product Reporting Levels
. POTS Residence and Business
Design
PBX, CENTREX, and ISDN
UNE 2 Wire Loop (Design and Non - Design)
UNE Loop Other (Design and Non ~ Design)
UNE Other (Design and Non — Design)
Switching , Local Transport, and Combos (under development)
Local Interconnection Trunks
¢ Dispatch/No Dispatch categories applicable to all product levels
¢  Geographic Scope
» Srate, Region and further geographic disaggregation as required by State Commission Order
(e.g. Metropolitan Service Area - MSA)

VVVVVVVY

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e  Report Month e Report Month
e CLEC Company Name ¢ BST Company Code
s  Ticket Submission Date & Time (TICKET_ID) ®  Ticket Submission Date & Time
e  Ticket Completion Date (CMPLTN_DT) o Ticket Completion Date
e Service Type (CLASS_SVC_DESC) e Service Type
¢  Disposition and Cause (CAUSE_CD & e Disposition and Cause (Non-Design / Non-
CAUSE_DESC) Special Only)
e  # Service Access Lines in Service at the end of period e Trouble Code (Design and Trunking Services)
e  Geographic Scope e  #Service Access Lines in Service at the end of
period
NOTE: Code in parentheses is the corresponding header s Geographic Scope
found in the raw data file.
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR - (Customer Trouble Report Rate — Continued)

Retail Analo!/Benchmark:

CLEC Residence-Resale / BST Residence -Retail

CLEC Business-Resale / BST Business-Retail

CLEC Design-Resale / BST Design-Retail

CLEC PBX, Centrex and ISDN Resale/ BST PBX, Centrex, and ISDN Retail
CLEC Trunking-Resale / BST Trunking-Retail

UNE:s - Retail Analog (under development at this time)

Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:
Maintenance Average Duration
Definition: B
[ The Average duration of Customer Trouble Reports from the receipt of the Customer Trouble Report to
|__the time the trouble report is cleared.
Exclusions:
o  Trouble reports canceled at the CLEC request
e  BST trouble reports associated with administrative service
¢  Customer Provided Equipment (CPE) troubles or CLEC Equipment Troubles.
e Trouble reports greater than 10 days
Business Rules:
For Average Duration the clock starts on the date and time of the receipt of a correct repair request. The
clock stops on the date and time the service is restored (when the technician completes the trouble ticket
on his’her CAT or work system).
Calculation:
Maintenance Average Duration = I(Date and Time of Service Restoration) — (Date and Time Trouble
Ticket was Opened) / Z( Total Closed Troubles in the reporting period)
Report Structure: ﬁ
e CLEC Specific
e BST Aggregate
o CLEC Aggregate
Level of Disaggregation:
ISDN Troubles included in Non Design — GA Only
e Product Reporting Levels
: POTS~ Residence and Business
sign
PBX, CENTREX, and ISDN
UNE 2 Wire Loop (Design Non - Design)
UNE Loop Other (Design Non — Design)
UNE Other (Design Non - Design)
Switching, Local Transport and Combos (under development)
Local Interconnection Trunks
e  Dispatch/No Dispatch categories applicable to all product levels
¢ Geographic Scope
> State, Region and further geographic disaggregation as required by State Commission Order
(e.g. Metropolitan Service Areca — MSA)

VVVVVYVVY
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR — (Maintenance Average Duration — Continued)

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
¢ Report Month o Report Month
e Total Tickets (LINE_NBR) ¢ Total Tickets
e CLEC Company Name ¢ BST Company Code
o Ticket Submission Date & Time (TIME_ID) e  Ticket Submission Date
¢  Ticket Completion Date (CMPLTN_DT e Ticket submission Time
e  Service Type (CLASS_SVC_DESC) e  Ticket completion Date
¢ Disposition and Cause (CAUSE_CD & ¢  Ticket Completion Time
CAUSE_DESC) ¢  Total Duration Time
e  Geographic Scope e Service Type
¢ Disposition and Cause (Non — Design / !
NOTE: Code in parentheses is the corresponding Non-Special Only) !
header found in the raw data file. ¢  Trouble Code (Design and

Trunking Services)
e  Geographic Scope

Retail Anal nchmark:
CLEC Residence-Resale / BST Residence-Resale
CLEC Business-Resale / BST Business-Retail
CLEC Design-Resale / BST Design-Retail
CLEC PBX, Centrex and ISDN Resale / BST PBX, Centrex and ISDN Retail
CLEC Trunking-Resale /BST Trunking-Retail
UNE:s - Retail Analog (under development at this time)

Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:
Percent Repeat 1roubles within 30 Days
Definition:
Trouble reports on the same line/circuit as a previous trouble report received within 30 calendar days as a
percent of total troubles reported.
"Exclusions:
e Trouble Reports canceled at the CLEC request
s BST Trouble Reports associated with administrative service
o Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubles.
Business Rules:
Includes Customer trouble reports received within 30 days of an original Customer trouble report.
Calculation:
Percentage of Missed Repair Appointments = (Count of Customer Troubles where more than one trouble
report was logged for the same service line within a continuous 30 days) / ( Total Trouble Reports Closed
in Reporting Period) X 100
Report Structure:
¢ CLEC Specific
e CLEC Aggregate
e BST Aggregate
| Level of Disaggregation:
ISDN Troubles included in Non Design - GA Only
e  Product Reporting Levels
POTS Residence and Business
Design
PBX, CENTREX and ISDN
UNE 2 Wire Loop (Design and Non - Design)
UNE Loop Other (Design and Non — Design)
UNE Other (Design Non - Design)
Switching, Local Transport and Combos (under development)
Local Interconnection Trunks
o Dispatch/No Dispatch categories applicable to all product levels
e  Geographic Scope
» State, Region and further geographic disaggregation as required by State Commission Order
(e.§. Metropolitan Service Area - MSA)

VVVVVVVY
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BeliSouth
Service Quality Measurements
Georgia Performance Reports

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month - s Report Month
e Total Tickets (LINE_NBR) e Total Tickets
¢ CLEC Company Name e BST Company Code
s  Ticket Submission Date & Time s  Ticket Submission Date
(TICKET_ID) e Ticket Submission Time
¢ Ticket Completion Date (CMPLTN_DT) s  Ticket Completion Date
o Total and Percent Repeat Trouble Reports o  Ticket Completion Time
within 30 Days (TOT_REPEAT) e  Total and Percent Repeat Trouble Reports
¢ Service Type within 30 Days
¢ Disposition and Cause (CAUSE_CD & e  Service Type
CAUSE_DESC) e Disposition and Cause (Non — Design/
¢ Geographic Scope Non-Special only)
e  Trouble Code (Design and
NOTE: Code parentheses is the corresponding Trunking Services)
header format found in the raw data file. »  Geographic Scope
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR — (Percent Repeat Troubles within 30 Days - Continued)

Retail Analog/Benchmark:

CLEC Residence-Resale / BST Residence-Retail
CLEC Business- Resale / BST Business-Retail
CLEC Design-Resale / BST Design-Retail
CLEC PBX, Centrex and ISDN Resale / BST PBX, Centrex and ISDN Retail
CLEC Trunking-Resale / BST Trunking-Retail
UNEs - Retail Analog (under development at this time)

Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MANTENANCE & REPAIR

Report/Measurement:

Out of Service (OOS) > 24 Hours

Definition:

For Out of Service Troubles (no dial tone, cannot be called or cannot call out) the percentage of troubles cleared in
excess of 24 hours. (All design services are considered to be out of service).

-
Exclusions:

e  Trouble Reports canceled at the CLEC request
e BST Trouble Reports associated with administrative service
e  Customer Provided Equipment (CPE) Troubles or CLEC Equipment Troubies.

" Business Rules:

Customer Trouble reports that are out of service and cleared in excess of 24 hours. The clock begins when the
trouble report is created in LMOS and the trouble is counted if the time exceeds 24 hours.

Calculation:

Out of Service (O0S) > 24 hours = ( Total Troubles OOS > 24 Hours) / Total OOS Troubles in Reporting Period) X
100

Report Structure:

e CLEC Specific
e BST Aggregate
e CLEC Aggregate

Level of Disaggregation:

ISDN Troubles included in Non Design — GA Only
e  Product Reporting Levels
POTS Residence and Business
Design
PBX and CENTREX and ISDN
UNE 2 Wire Loop (Design and Non - Design)
UNE Loop Other (Design and Non — Design)
UNE Other (Design and Non — Design)
Switching, Local Transport and Combos (under development)
Local Interconnection Trunks
¢ Dispatch/No Dispatch categories applicable to ail product levels
¢ Geographic Scope
» State, Region and further geographic disaggregation as required by State Commission Order (e.g.
Metropolitan Service Area - MSA)

VVVVVVVY

| Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e Report Month ¢  Report Month
¢  Total Tickets e Total Tickets
e CLEC Company Name ¢+ BST Company Code
s Ticket Submission Date & Time e  Ticket Submission Date
(TICKET_ID) ¢  Ticket Submission time
e Ticket Completion Date (CMPLTN_DT ¢  Ticket Completion Date
¢ Percentage of Customer Troubles out of ¢  Ticket Completion Time
Service > 24 Hours (O0S>24_FLAG) ¢ Percent of Customer Troubles out of
¢ Service type (CLASS_SVC_DESC) Service > 24 Hours
¢ Disposition and Cause (CAUSE_CD & e  Service type
CAUSE-DESC) e Disposition and Cause (Non — Design/
¢  Geographic Scope Non-Special only)
e  Trouble Code (Design and
NOTE: Code in parentheses is the corresponding Trunking Services)
header found in the raw data file. e  Geographic Scope
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MANTENANCE & REPAIR - (Out of Service (O0S) > 24 Hours — Continued)

Retail Analog/Benchmark:

CLEC Residence-Resale / BST Residence- Retail

CLEC Business- Resale / BST Business-Retail

CLEC Design-Resale / BST Design-Retail

CLEC PBX, Centrex and ISDN Resale / BST PBX, Centrex and [SDN Retail : ;
CLEC Trunking-Resale /BST Trunking- Retail

UNESs Retail Analog (under development at this time.)

Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:

OSS Interface Availability

Definition:

The percentage of time the OSS Interface is functionally available compared to scheduled availability.
Availability percentage for the CLEC and BST interface systems and for the legacy systems accessed by
| them are captured.

Exclusions:

None

Business Rules:

This measure is designed to compare the OSS availability versus scheduled availability of BST’s legacy
systems. ‘

Calculation:

OSS Interface Availability = (Actual System Functional Availability) / (Actual planned System
Availability) X 100

Report Structure:

s CLEC Aggregate
o BST Aggregate

-« BST/CLEC
Level of Disaggregation:
*Region _
Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e  Availability of CLEC TAFI ¢ Availability of BST TAFI
e  Availability of LMOS HOST, MARCH e  Availability of LMOS HOST, MARCH
and SOCS and SOCS
. o CRIS, PREDICTOR, LNP, and OSPCM
(under development at this time)

Retail Analgngeuchmark:

Parity by design; Retail Analog

Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:

OSS Response Interval and Percentages

Definition:

The response intervalis are determined by subtracting the time a request is received on the BST side of the
interface until the response is received from the legacy system. Percentages of requests falling into each
interval category are reported, along with the actual number of requests falling into those categories.

Exclusions:

Queries received during scheduled system maintenance time.

Business Rules:

This measure is designed to monitor the time required for the CLEC and BST interface system to obtain
from BST's legacy systems the information required to handle maintenance and repair functions. The
clock starts on the date and time when the request is received and the clock stops when the response has
been transmitted through that same point to the requester.

Calculation:

OSS Response Interval = (Query Response Date and Time for Category “X ) - (Query Request Date and
Time for Category “X”) / (Number of Queries Submitted in the Reporting Period) where, “X” is 0-4, >
4 to 10, > 10, > 30 seconds.

Report Structure:
e CLEC

e BST Residence
e BST Business (BST Total is under development at this time) by interface for each legacy

e systemn and function as appropriate.

 “evel of Disaggregation:
* Region
Data Retained Relating to CLEC Experience “Data Retained Relating to BST Experience
¢ CLEC Transaction Intervals ¢ BST Business and Residence transaction
Intervals
Retail Analog/Benchmark:
- -(ngdog
¢rification
Revision date: 06/09/99 (see)
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BellSouth
Service Quality Measurements
Georgia Performance Reports

MAINTENANCE & REPAIR

Report/Measurement:

Average Answer Time — Repair-Centers

Definition:

This measures the average time a customer is in queue.

" Exclusions:

None

Business Rules:

This measure is designed to measure the time required for CLEC & BST from the time of the ACD
choice to the time of being answered. The clock starts when the CLEC Rep makes a choice to be put in
queue for the next repair attendant and the clock stops when the repair attendant answers the call,

Level of Disaggregation:

e Region. CLEC/BST Service Centers and BST Repair Centers are regional.

Calculation:

Average Answer Time for BST's Repair Centers = (Time BST Repair Attendant Answers Call) — (Time
of entry into queue until ACD Selection) / (Total number of calls by reporting period)

Report Structure:

e CLEC Aggregate
"« BST Aggregate
o CLEC Aggregate

Data Retained Relating to CLEC Experience Data Retained Relating to BST Experience
e CLEC Average Answer Time e BST Average Answer Time
Retail Analog/Benchmark:
. Retail Analog
Audit Verification
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